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r,€arer '*Er;ts or desiics car, tr, catalog,rr.d rrr
athr,*e, $f3s,6|ag iffgst,ionst,
i :i -:!
.' 't'}''. *{p{[g I -'hjs iRclutles tHe
dagtrc t+ nak* nan*3' Fr,nr:. t,* asn$.J:rr, ttr+ 
, .
' physic*l. 
,thfnq,s t.hn't r,*i*.1,' ear, ,huy" The
prlne obJeet!ve nf ph), tn:sftr;rr- l.q Lo ..r,k"
,nroflt :anrl'u,r* *.hrt n$t:ey Jnsl. rr,rronntr ;r.', ' :
buelnegs rr€.t-'f i eet J -n.
'HOtinf thls t,rn jt, .lsso cnr.runJeat r,r tc jts
deelerg thpt lts ldeae cr reeor-"1-'eniat,inng
,, lI".,tlelp then J.r.erear,e profl t r or ret\:er- eostg
entl tt thus erjeoumpos t,he'r' t.o tsko aetiar.
on ttg proposnls. A reeent recomnendatf,en ls
the tntrs<hretlon of th* sl.qno l{ew lclertJfiestlon
.a a\tuSyetwE"-&rd t,he $flve-step servl*e mpthodn
deeerlbed earller'
2l Cont'*l cr J,rfl.Ug-nee: Thls ireJtrr'es tire
doslr* ts direet or Jnfluen'ce tlre thlnklns
ta[FA'i lr, iiseo' sqstrellar
l. l::r:iii.i.'r:r:l
"tr
"T*i* nffi 3r"tem is acEue111,' 8n i:mloveT*li-^I -l i I li .i :rr i li.', l'
of t,he old. 't# ii"niiric"tion now correi sts of t'he i'st$o
uiui ir"nnee*ur l.#":"iJ||tffifil, gp*_!eaL 13!oi.,,'; ..-,.?, isso
Srendarer He1aya r.rd. , o lt"']"#. t8: T166:
':l'.|:"'l';'r,''.', 
'be ln command, of:,:eablr,: r;ltuatJ.orr-, e,lid ,tcl
$nd*pendent,' 






', ,,.'In thfs. ar.e&r, the c,on CnV ryn,ie"tss,to lts tie'alers th,''t ltr. reco$riendations HtlL
pfOVlde thern errrrrgf.,.rr crrntrol over tticjr trr:.qlness
rrotrth e th,'i 1 curto' ,Frq, thel r eonnoetl tore,
i'r: '' t 
.,th*sr, fi$gne*g, sr: ,x*ke' g5en,. rq*re tntleper cient
..............:.sf.'.flt'bl.de..l.nf1*n.es.
wt 11 be rrp de more rea riy to e ceept eompan:f I s
. . - . *r,.a.g, s*ls. r,O.ne euctr reeomrenrln.tJ,on, i.g ,qrod. '
etetlon lro-keeplnr. In the pt:troleum brrsir;esgr
the &ppearsnee of a statjon ls of partJeular
lnnportanee ln lnfluenetno potent tal anci olo
gtr8t@efg o
3 )' 4$qmt$g{ee-.9f,**gqqml?-!eui Thf e lncludse
tltg des*re t,o be accepted, to be ree oqnl sec{
for aehfevements, and t'o have prestlge and
sta&ue ln the eyes of others'
t{hen the conpany can convinej-n;tl:v' eonwunjeate
't 
-^-
,rf,{ll cn*cnce, hl'S'personal reputatlon or
' 
. l i#gtUg r tnefensO 
'eco'1nitj-on r:f h1s stptj'on: ,I.l,: t : l
.'t l.'. -,'Ai.*!t 
.s;, ':eomp.et,ltorn, cmployee $ &ncl
the eo,mrmrnity, the enrnpfiilY can motivate hiq
toaeecptoraetonltsrgcomm8ndatj'ons.one
:,,'r,. . ,,, 
, 
-ef l:ttt*" nlq.j p 'fnst'nrlrents to eequlre presttge ' , '
:.I
.'.tug.*ito..*;;.#&i#i;;.i;''...
,' .t,l . ,"; l',".. ,,
gtv6 porlto end axeouent aamree te eonnr'€rs,
Tbe GosFBny lnstlla ehi s iryrortence ints i .i
. ;Lrdseliit fn it.e tralntrry prrs,:Ferasrss+ 
, To ftirther ,,,1{.; :.r
t': ! tl:r:-iffitlydte deale rs, c"ni est s in stst 1cn
eleeallncss en(i 6+od servlee ere riven yerly.
4l iFQrytEv .or .;elf*i sp-sgggg!4gr.: Thl s ?
.1wr*as**.de:.,{retobe.'phygt*e}1ybee.tr"{hy,...
t* k fnee frec $Et;Lel streas arrd voxr1r, end
t€ Ftect end keep p. rsonel poeFessLone.
In thl"s fleld t,he c@peny emr,n!.eetes
,to 
,i&e ,$ryfers t"hst lts rsconnsndattoas :t*tltr" "
proytde tlro pof,cs oi' ninci and froed€ ffm
w{T5lfr qnka th€1r Job eesler* unnke the{r
futnre anrl the fbture of thsfr atat*ons moFg
gusteteblo, or pnrvica t.hen *'lt'h ftnenctal
wuffty th6y eeek, eolely Htth tha obJactlvc
of $11=tXns lte deslere to seaspt and tske
aett. l ql **rat St reeffilmends. The csnsneny
I
leae d@16r8 theB o€ tsetters of,, advertlstn$
cnd g611cp,,pryt o:rn 1S w!.tl. E$dort$ka all,
cetlona. Ttre eomflany only tir{nts Cealere to
.,' **. *fg,, i.e i.n thte, :n-sspr;tg Srld *qreitrer







*e prge**t,'&[:d wk* l'trfa '@s{er
!q 













,,, ,:, , rna,,!",l$t thr;i,t# i'o ;l,i* *i;;', ,,:'
ery1ity and efirnrrT.
fto .-ffinany vanturaa !rf-o Bhta flleld too
.'1, 
"',,, $ 6" St'lr*slt,As. the faet thst tf tt *; , ' ,
':.,',,:,. .,,..€ e*ta, to' &' d tef .that',1*"+,,.FGe@,*tdstl Ong
' " 
- 
",'gtt, help hln proteet hls ra"iry*, 'eu' go cxi''i , '.
.:'.$gltuth3nranddobsfe1rto.hgenng&aw*'re,
r
, ., rylry*e* .gnd',Gownrnttf:r -1t':g6n *nealrEgg ,hln . i,,.
te tetse Eore ylrozgtis snc pelnful eetlq. For





', 'fuelsrs ,t*ke 'prt tn hlrtrrnny csfaty enmplena
cnd am other prblle proJeets l.tkc Fgrttci.petlng
6)settafigctf on 
.ot-sefeg.g,: ftrts lneludes
the dcetrc ts nlcase snc $attsfu t,helr bs$fe
aEnsos of elfht, amell, tmreh, taate, or
hoertng s$d to erold thlnrs r.hJch grs dtopleasing
tc tbc s€tlacgr
l 
,In thia rerpect tll* €omrleny trles to effiqrurleate
i-a,,l.tS deAler$ th$t Xts r8cn$:fl(}nr:Atj,OnA WtIl
h*1g th6s tb Stdsf'y blre{r tieslt"ee for a$
..
Agtfae$ive, .€leanr, &fld ,+rd*rly e;rv$.r"ensest'r ,
,',1
,':.,i:I ,,:r' '.:., ,
eadat,theSSmecl.t'.rsabrsfyLhegsFedesires
ofthelrecployeesancit,heircuntorrgfE.These
necmffi€gdetlone eono uhranr'-tr the aeLesmen




;. i:i,r ,.: ,: ,1, ' ,
t;
of, tho ewegny, '** **i**nrrr,'ri*lr ,a*i;;,





,wlnr" es *re" *t*"rrri'*;i'lii;,,ii', ;["lf ".,
thelr lay out of thpir srlsrsp stptlens" In
eddlttcn to theser th,, e jyiDer,i. also has a
eonpetltlon finon- lts derlpps tr,, foster morc
'l
affr{Ef:en* servj c e r:hl ch 'v!i:i urri#etii ,rea j ,,
.3o.$6.b:.eat.:.crecti*n*i,r.gni"io'.**ater
praflte. '.:hls cofirFr:tiLion js .r,he Lgglg3.-6f-
ghs-y€Fr (.ontest* where ciealers i.r€ Judred
4!
accardlnS' t.r tirr.ir .sal. s; vclur **ir ***fon
eleanLJness anri st,oncrrrl of srrt'.ce. ThrouEh
gh{A'th* cssnnny can he}p mrrljvffte thes te''
be co-or)€fati ve riee lers.
and act, Io flet a Ceal*r to Eci:€irt enr| take
on lts rsc?rnaandatiirni! the corcparlr corrmunlcates
thprldea of taklri' actionr &s thi: understandjng
t1
$ knewledr-.a of tasj.c dealer motivat!.on
provldee co{tpsny representar,J.vErs r.tth *,h.y e desler
takaa a,ctlon* but, eouelly $.nportant, too is bhe
3t' 
-These snJ-en voltt'"t':' ,i're cfllcltl.:' eg eeeordlnE
to thE slse Of tbe station * pefc€nteee of salas to
eapaeity. fn abeOlute values lt 1s nat'rirel tkat' b1*gteti,OAg grlfi Cgmmnd bigger Bales volltu'nes. rn€r€Ior6
unakes use oi' rel-Bt'i've value's'








startsn develeFsr and beeones entrenehed::
a e3eAier wi i.__r 
€napf6 the cornnany tengts
To ensurle t,ha,t i deal*r sicept* r:hr. rl.iht, Jclea gnd
t'nkeg,,thg actton th;rh ["ir,,.., cl..,n;i;n1' :r-.1c.,1$ rrr, ilhiluldr'tekan'
lt, i,s ,e,s.$sntla,tr that iE .ui, e"; rrrri ae**l,rot,es'hig
thtrnktna' q.,,..T$eg* ta l.lel, hir r. rrrve ,.,i't:' lri s rieci. sion 
_lt 
--;asEFr, PeSlerr $o*e a*srrrectlyr Fr!i.-, 1 r) hl s h. st int.ereet
a::C thnt cf the e?mpenyr lierr: is h rv, :he ccrrnehp
'tr5ri$*.*nrl.8.*en1e.r,:lt^tarJe*len'sr1+rc.i.oi$rtr*nktng
plit'tern''it8,' Cgrrttnunie*r'ion py,,rc. sri cltrarly &ng sbe,X.,ply,
1) ?o be e^rta jn thrt. a flp,ll '- r,oe$ not have
:]
tO qO thrOUo'i: ? ,i?if-COt -rr'jr,.' l.e,rreh fOr,
grd trnterpret,*Licn of facts ani, to ba
€srtaln t,hat, he rlecelves bhe co*'.ct facts,
Ehf Colingn)' s-Upnljq* f,l'E, factt 1or hln tc
evalu3 t e.
2I ro be cert*1n thnt th,l (i, i:ltr fr*" mrffielent,
relevp.nt evicer:cl f ')r'hir .iugLifJeeuton
7?
nnd convLCtlcni ^ t,- t' c lillnsriy rrrv'j dgs pronf
ahcl euldence.
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' . l',' l,:,, ,,,, !', :,-l:,rl il r' ::..:,t,,,, ,1 .,., , ,,1 , , .
!:r:.. 







AU a buslner^s:^'r'lrr the' ceeler acts
arr,ilf.s ,,,{.,ndeg€nd*nf-iy ,of t"ii*t' co''nsn1'l but a's uhe compqh}rta#illi*';Hffi|.[i;-;ir*ii,'h,u sa'kss bu':"4rt'ions and I
ioe on,nendatlgns fronr eo t!14['v r r']o'I1P [ .
:.:,1 :, I 
.
6lray unneeessar!!y, er nut nff teklnq aetJon,
.the cs:rnnr yev. u..r J .._),F f 1_ hj .f.t eet ansl
1 : ,.. . '




ltre corymsny ftt sil I I i -r .: i c kcrnlnp a elcse
l-atch rln lt g rn:Rt€fnu.- rip:,J,rr... ir,r'"r .i-.r tr "\, ,,il {*dUgtfy
t..'*;;ayo tho rnark*t filructi.1,r, J ", t Ir. 1., ,0i".!J,,1' fy '
.i
cnfl rhe e0filppt,ltlcln R$Dnc' r.yJ -tJ- lir-.- l. -,"owinF
,*ittr'.sillr.'f.',The 
€c:nDpr-y, b*-"lt dqs eeru,il ;i.r. r.tljr. anles111e1';,
:iLtsr:,r,t;A*i*'ft#:kes'tr:, :help ^eAtr r"t u itl, t+i;l*. +Ji AdVisg,'*
bft{} er*# elW*yn lenr'iy t,r Eres:: gt i.1. 3;-n1Vrf inng. t.heSe
itre'n.lne, df the efiflpar,yrs eviil:ncf.q' et ,:},:11"r!p,- dealrrr*
thet tht,tf frgli';r.'.p i s Llr, C0 ,.n;i!,i! | ir r. r,!f.;1y.q, t,OOr
,$ffectfVo Fot J:yrti fr. nf,rl'n{r:1tii,t:,:t :1'/,r Sellfnf:
"rrc. fi qrocaq.qS.oR r.rhJeh thn clfli:1ntlr' rf1;tj'l.nlrn i.tg
CCIElr"ttnlesttqng to ftt, find 66r:n1.p1,:c1it jtr. rlp.l-i,t"rS
nnlTlal 8nr{ natttr?l- ?hott-ht, '}r')4,:t:a rlrlrJ *plvl 1: {ts nlar,s
fnr. l*.11fO?od B1;1iforagng.n. I+ ri Frnl,1'e-: '; n i" r' i'lgalerr *
S,pt+o#n ',h vnr ?,hnrgr:-h r { t l: pJ 1 nfl ! v1! :l i ': ':rf perfi}riljsnge
wegliFeer3eg, nO pgtte1. h^U nl'r't1-rt iY.t- i' pOeer!




1} be Fl.1 tActnd r:f'..1 n:iS t}:tr ;;:t11L1,rf i:irl:: gSn
,"ei',,ther,,,ocnler to ,F.eccpt Snrr * RI;e ar:t;f t:rr ilf, 5t s prnpDFsJ-st
, :. l::1 ,r-:l.i : ,,1.. i .t:L :lt ' .
,!'i.e*nt,'nf-..,ttt***fg{q, 1:.: r'c,ry *str*t.'t ln.J' t"'} i'1r"{}('trct
'.oLlv,t1one'ff:e'.tc...b+llequr,.e.1t'i
llgl,vessr''ecl'l'ienir"etJantiltsrotlvltJon
Cffsrt anC niottae* ," te*quit'' 
,1 :r:',:,.. '' r.: ,1 r 
. 
, r,rfor-''c* etnt,rrtln* it. *i;4',
't
nr foee} pslnt
r:: , ,nn+'fFy and $oney.
2l helrs jt ntjd- d^pl.,r.q tn .,r co'rn16n goel.wt
3) enatrles ii t.r :Rv. ti-e, eflort, anr!
eXpen.ge 1n :ceelrr. j r, - a et.i rrn r1r j t q ree OetmendrELOng.
I+l enablc* j f to r, t jCJnr1".. e ..,.rrnieatiOn
t 





These rn"rtiv..tion eff',rrtc arp th'rs anothpr
lnntru"re;t,,hhielr i s*o usf g tl arivar,ee j.t,:l crlrsilsnf-
dag ler rela,tl on s t,ro r t-.),ri:ii€ ; fo:- ihrcu qli i t, Lsso sari
antlelpato pErt,icularly sbr::no lnsistancs 1'rcrn &n
lndlvldual daale,r anti ccnsfirir'i:rt.lv cen crevenf
resietsnee ffom ocer":rring, Urir, of ttl* chief ingtrumentg
Of' th*.Sg' motl,Viticn eff irts, J I C.)1';^flr.i$ ",p.rrlSOred
cont,est,a amonq dealet"s. lhe'se c )nf 'st- I l;'i ch heve
beenl,nenbioned earLf,t,r inspJ:''t' oerlr,rs t': trrrk harder
..1: 
- thesr rit:tlicns ir tj.n-top r.r:rr.iLj cnsanr' f,o Keep
in it n,. o,*ua of ,cleanl{rl::r 1;rr.l 1trrvl.cc n t'tiris ulttn*t'ely
fnC*;a;sf'ar..,, tnEfr .€41*s volrtinrs pnf. prof it, nnt'entlels*
1hpl',,eO*peny.t',6ff.,.rns.valurli.l r'r nrize's stlch aF :I*i,gf $ qq$"i3
i n e(:n"iuneti on with
llltc:'r ir l'€ FstRl,,ed'.'l :
33
'-'I*tse scs*f'ers




'.ril:'i,..,,ir:t..,',.rt:'l ' ,, , ,r ,, .. 
't 
'
,ar"r: , nj'f,:r:re r1
,fi&$inl:t r:n r;: ,
stateh€8r trlps abroad anC very often cash plfta too.
:Throt;tr these iisso eieelert, st:.t.lon *tt.endpntEr sre
r'.,rtit'atecl to work herdrr.
:....: {'t. .
.;:: I :l r''l r:1.f ,fi.,O,,
i tt.,." '..,'...
